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(54) Method and system for unified voice telephone services. 

@ Disclosed is an integrated telephone call session record-keeping system that creates and stores a 
single record containing data gathered during a single call session and retains the single record 
throughout a duration of the call to thereby eliminate a need to gather a particular datum multiple times 
during the particular call. The record contains information gathered from a caller and from various 
functional partitions within the system itself. The system comprises a common memory (310) for storing 
voice, text and/or image data and a common processor (210) for accessing the common memory (310) to 
thereby provide interaction with a telephone exchange coupled to the processor. The disclosed system is 
able to replace several prior art separate systems, including : automatic call directing systems audio text 
systems, voice mail systems, voice response systems, automatic number identification systems, image- 
based systems and outbound calling systems. 



300. 



CL 
LU 



FUNCTIONAL PARTITIONS-SOFTWARE BASED 

ACD, AUDIO TEXT, MODEM POOL. VOICE MAIL, VRU, IVR 
FAX, PREDICTIVE DIALING, CALL ROUTING, ETC. 



DATA SUBSYSTEM 
(VOICE, TEXT, IMAGE) 

m 




I 



OTHER 
DATA 
STORAGE 

114 



CALL PROCESSING 
SUBSYSTEM 
210 



EXTERNAL 
HOST AND 
DATABASE 

22Q 



TRUNKS ,£? A2 
PHONES 

FIG. 2 



240 



Jouve, 18, rue Saint-Denis, 75001 PARIS 




1 EP0 615 

TECHNICAL FIELD OF THE INVENTION 

This invention relates to telephone communica- 
tion systems and, more particularly, to an architec- 
ture in a computer-based system that allows integra- 5 
tion of data processing and call processing features. 

BACKGROUND OF THE INVENTION 

Over the years, various systems have been de- 10 
veloped to operate in conjunction with telephone sys- 
tems to provide specialized functions that lend power, 
versatility and efficiency to telecommunications. 

These various systems are designed to operate 
on data in one or more of three general categories: 15 
voice, text and image. Together, these types of data 
encompass all data desired to be processed or trans- 
mitted in communication systems. 

The above-described data can be processed or 
communicated in ways that can be generally catego- 20 
rized as "Mail" (also termed "Store and Forward"), "In- 
teractive" and "Bulletin" systems. Mail systems allow 
a user to retrieve voice, text or images that have been 
exclusively addressed to the user. In such mail sys- 
tems, it is typical to require the user to enter a unique 25 
password to gain access to the exclusively-ad- 
dressed data. Interactive systems allow a user to con- 
trol what data the interactive system delivers to the 
user, and, perhaps, in what order the data is deliv- 
ered. Unlike mail systems, however, the data need 30 
not be exclusively-addressed, and thus can be pub- 
licly available. Lastly, bulletin systems allow a user to 
retrieve publicly available information in a non-inter- 
active, system- controlled fashion. 

One such system directed to handling of data is 35 
automatic call distribution ("ACD"), wherein a pool of 
attendants is assigned to answer calls incoming on a 
particular trunk of telephone lines. ACD systems han- 
dle these calls as they arrive, assigning them to at- 
tendants in the order received and choosing the at- 40 
tendants based on length of idle time. This algorithm 
of queueing is called "fair queueing." Because human 
attendants are present, such ACD systems are inter- 
active. 

Another such system is audio text. Audio text sys- 45 
tern are designed to "play" a message stored in a 
memory device to a person listening on the other end 
of the call. These systems are generally not interac- 
tive and can be bulletin systems. 

Yet another such system is a modem pool. Mo- so 
dem pool systems function in a manner similar to 
ACD systems. As a plurality of computers make in- 
coming calls to a central pool of modems, typically at- 
tached to a single, large, general-purpose computer, 
the modem pool system assigns the incoming calls in 55 
a "fair queueing" manner. Such systems are typically 
interactive. 

Still another such system .is a predictive dialer/ 
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Predictive dialers are used in outbound calling appli- 
cations and typically in conjunction with a pool of at- 
tendants. Predictive dialers employ statistical techni- 
ques to predict the length of time, on average, attend- 
ants take to handle calls. These dialers further gather 
statistics regarding the average time required to suc- 
cessfully connect an outbound call. The dialers use 
these averages and data pertaining to attendant 
availability to place calls from a list of numbers to be 
dialed, employing their predictive ability to maximize 
agent utilization. These systems can be mail, interac- 
tive or bulletin. 

Another such system is voice mail. Voice mail al- 
lows callers to leave voice messages with those 
called. Voice mail systems typically play greeting 
messages recorded by the called parties, record the 
time and origin of received messages and allow for 
callers to exit the system to speak with a human, if de- 
sired. Obviously, voice mail systems are categorized 
as mail systems. 

Yet another such system is interactive voice re- 
sponse ("IVR"), actually an extension of audio text 
systems. An IVR system allows callers to access com- 
puter-resident data such as account balances or 
stock prices through a standard telephone. The IVR 
system allows the callerto query for data using touch- 
tone signals, and the result is returned as spoken 
words. Again, it is obvious that such systems are in- 
teractive and can be mail. 

Another such system is facsimile ("fax"). This 
ubiquitous system has exploded onto the market- 
place in recent years and, as is nearly universally un- 
derstood, gives one the capability to send paper- bor- 
ne images by telephone. Such systems are image- 
based and can be implemented as mail, interactive or 
bulletin systems. 

Other image-based systems are adapted to han- 
dle graphics or moving images (video). As with fax, 
these graphics or moving image systems can be mail, 
interactive or bulletin. 

The last of the systems to be described here is au- 
tomatic number identification ("ANI") systems. These 
systems are designed to take inbound calls and de- 
tect special signals delivered from a central office in- 
dicating the phone number of the calling party. Since 
the signals can uniquely identify the calling party, the 
call can then be routed to a specific agent or IVR ap- 
plication able to handle that caller. 

As useful and desirable as these individual sys- 
tems are, they have always been thought of as inde- 
pendent systems that, at best, adhere to a common 
protocol for interface and data interchange, allowing 
them to be attached to and cooperate with, telephone 
systems, either separately or in combination. How- 
ever, it should be understood that, in any case, these 
systems do not cooperate in any fashion apart from 
superficial connectivity via industry standard teleph- 
ony connections. Some manufacturers who happen 
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to make more than one type of system may provide a 
proprietary interface or protocol between systems, 
but these proprietary links are just that: cooperation 
at a connectivity level. 

Computer technology has worked itself into tel- 5 
ephony as effectively as it has in so many other areas. 
Accordingly, over the years, the above-described 
systems have moved from the analog to the digital do- 
main, employing digital processors, memory, digital 
storage media, data and address buses and the like. 10 
As it is, each of these systems stands alone, each 
having its own computer hardware and software. If 
one wishes to use two systems together, he must live 
with the fact that the systems do not share any hard- 
ware or software. This means redundancy and waste. 1 5 

Another disadvantage of the separate nature of 
the systems is that each collects call routing and 
other control data, including data collected during the 
course of its interaction with a party during a partic- 
ular call. For instance, assume a system allowing for 20 
both ACD and voice mail such that incoming callers 
may choose to leave a message if all attendants are 
busy. As a particular call begins, the ACD system elic- 
its information from the caller pertaining to the reason 
for his call. Using either ANI or voice recognition, the 25 
ACD. system captures and stores this information to 
direct the call to the proper attendants or to prompt an 
attendant ahead of time as to what is needed. 

The caller, however, grows weary of waiting and 
wishes to exit the ACD queue. The ACD system al- 30 
lows for this by providing for an exit upon receipt of a 
particular tone. However, when the caller successful- 
ly exits the ACD queue, he finds himself prompted to 
supply the very same information to the voice mail 
system to thereby allow the voice mail system to col- 35 
lect the needed information. The caller has had to give 
the same information twice, owing to the lack of co- 
ordination between the systems. 

Of course, if the systems are supplied by the 
same manufacturer, proprietary interfaces and proto- 40 
cols may allow transfer of the information. But even 
if this disadvantage is overcome, the systems still du- 
plicate hardware and software. As a particular appli- 
cation demands more and more functions, the prob- 
lems of integrating the various necessary systems 45 
become more acute and perplexing. 

Other problems abound. These systems, be- 
cause they stand alone, have separate maintenance 
consoles and control languages. The systems must 
be interconnected by cables that, as the number of so 
cables grows, increases the chances of failure. The 
loose connectivity of these systems limits rates of 
data transfer between the systems. In fact, adjunct 
switching matrices are frequently required to perform 
ancillary switching tasks that would overload the 55 
main switching system, typically a private branch ex- 
change ("PBX"). 

These systems frequently offer the option of pro- 
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viding reports and statistics concerning their opera- 
tion. These reports and statistics are frequently in- 
compatible and difficult to integrate. Most often, there 
is simply no one place from which to obtain reports 
and statistics. Because of the duplication of hardware 
and software, these systems are difficult to manage, 
they are larger and more costly than necessary, and 
they consume more power and produce more heat 
than is optimal. In short, integration of these various 
systems has been a long felt need in the art, but one 
that, thus far, has been met with dissatisfaction. 

Unfortunately, the prior art has utterly failed to 
provide an effective means by which to integrate 
these systems, allowing them to share information 
and resources among themselves to an extent never 
before possible. 

SUMMARY OF THE INVENTION 

Accordingly, to solve the above-described prob- 
lems inherent in the prior art, it is a primary object of 
the present invention to provide an integrated tele- 
phone call session record-keeping system compris- 
ing (1) means for creating a single record containing 
data gathered during a single call session and (2) 
means for storing data pertaining to the single call 
session in the single record throughout a duration of 
the call, the data gathered from a plurality of function- 
al partitions within the system to thereby eliminate a 
need to gather a particular datum multiple times dur- 
ing the single call. This results in a tight integration of 
the various functional partitions within the system 
and allow data to travel among the various functional 
partitions in a free manner, preventing a need to re- 
prompt for information from the caller and allowing in- 
tegrated reports to be generated. To the caller, who 
is generally ignorant of the complexities of the system 
with which he is dealing, the system seems seamless 
and relatively more intelligent. 

It is a further object of the present invention to 
provide a system wherein the record contains infor- 
mation gathered from a caller. In this way, the caller 
can provide information to the system, for instance, 
. the caller's bank account number, and be assured 
that the information will remain in the system through- 
out the duration of the call. 

It is another object of the present invention to pro- 
vide a system wherein the record contains informa- 
tion gathered from the functional partitions. This al- 
lows the functional partitions to leave a record con- 
cerning their activity. For instance, one partition may 
leave an indication that it has already provided infor- 
mation to the caller, perhaps a warning concerning 
substantial penalties for early CD withdrawal. If this 
warning has already been given once, it is no longer 
necessary for the system to rewarn the caller, lest that 
rewarning constitute annoyance. 

It is yet another object of the present invention to 
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provide a system further comprising means for stor- 
ing voice data, text data and image data. This results 
in a system that has the flexibility to adapt to chang- 
ing application requirements without physically mod- 
ifying the system. In this way, the system becomes an 5 
integrated deliverer of information. 

It is a further object of the present invention to 
provide a system further comprising means for pre- 
senting information intended for delivery to a partic- 
ular caller to the particular caller. This is another way 10 
of describing a mail system, that has been previously 
defined. 

It is another object of the present invention to pro- 
vide a system further comprising means for present- 
ing information to a caller in a manner determined by 15 
the caller. Again, as previously defined, this describes 
an interactive system. 

It is a further object of the present invention to 
provide a system further comprising means for pre- 
senting information to caller in a predetermined man- 20 
ner. This is another way of stating hat the system of 
the present invention has the capability to operate as 
a bulletin system, that also has been previously de- 
fined. 

It is another object of the present invention to pro- 25 
vide a system further comprising means for cross- 
referencing single records to one another to thereby 
create a "meta-record". This is a very important con- 
cept that is best explained byway of an example. Per- . 
haps a system has been configured to make out- 30 
bound calls and interact with the called parties to pro- 
vide them information in a manner they direct. Per- 
haps this system has been provided with a list of num- 
ber corresponding to current customers of the busi- 
ness and that it is important to have a response from 35 
each of the customers. 

The system then begins to contact the custom- 
ers, one by one. It first tries customer number one, but 
receives a busy signal and hangs up. After success- 
fully interacting with other customers for a few hours, 40 
the system retries customer number one. Although 
the system successfully reaches customer number 
one on the second try, the customer instructs the sys- 
tem to call again two hours later, when it is more con- 
venientforthe customer. As instructed, the system re- 45 
tries two hours later, successfully interacts with the 
customer and concludes the necessary interaction. 
As it stands, there are three individual call records 
corresponding to the above-described calls. The sys- 
( tern of the present invention cross-references the in- 50 
dividual call records with respect to one another with- 
out destroying their individual identity so as to provide 
a linked list of calls pertaining to the complete inter- 
action with customer number one. This results in an 
audit trail within the system and allows reporting of 55 
system functioning on a customer- by-customer ba- 
sis, rather than just on a call-by-call basis. 

It is another object of the present invention to pro- 




373 A1 6 

vide a system further comprising a common memory 
for storing data selected from the group consisting of: 
voice, text and image data. The tight integration of the 
system of the present invention allows, for the first 
time, use of a common memory, accessible by all of 
the functional partitions within the system, for storing 
all of the data the system uses in its communication 
with callers. 

It is yet a further object of the present invention 
to provide a system further comprising a common 
processor for accessing the common memory to 
; thereby provide communication with a caller via a tel- 
ephone exchange coupled to the processor. Again, as 
a result of tight integration, a single common proces- 
sor can serve to link the common memory and can 
operate the various functional partitions in a time- 
sharing or concurrent fashion. Architecturally, this re- 
sults in a single machine functioning in roles that, in 
the prior.art, required multiple machines. 

Still another object of the present invention is to 
. provide an integrated call session record-keeping 
system further comprising means for storing automat- 
ic call directing data. 

Another object of the present invention is to pro- 
vide an integrated call session record-keeping system 
further comprising means for storing voice data. 

Still yet another object of the present invention is 
to provide an integrated call session record-keeping 
system further comprising means for storing text 
data. 

Yet another object of the present invention is to 
provide an integrated call session record-keeping 
system further comprising means for storing image 
data, that may include fax, graphics or moving image 
data. 

Still another object of the present invention is to 
provide an integrated call session record-keeping 
system further comprising means for storing automat- 
ic number identification data. 

Still yet another object of the present invention is 
to provide an integrated call session record-keeping 
system further comprising means for storing out- 
bound calling data. 

For purposes of the present invention, a function- 
al partition is defined to be a particular function that, 
in the prior art, an individual machine would have han- 
dled. For instance, whereas the prior art provided a 
fax machine, the present invention provides a fax par- 
tition; and whereas the prior art provided an ACD, the 
present invention provides an ACD partition. As has 
been described, these partitions share memory and 
processing resources and can share information with 
one another via call records, among other ways. 

In the attainment of the foregoing objects, the ap- 
paratus which embodies the preferred embodiment of 
the present invention is an integrated telephone sys- 
tem comprising (1) a common memory for storing 
data selected from the group consisting of: voice, text 
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and image data, (2) a common processor for access- 
ing the common memory to thereby provide commu- 
nication with a caller via a telephone exchange cou- 
pled to the processor in a system mode selected from 
the group consisting of: mail, interactive and bulletin, 5 
(3) means for creating and storing a single record con- 
taining data gathered during a single call session, (4) 
means for retaining the single record throughout a 
duration of the call to thereby eliminate a need to 
gather a particular datum multiple times during the 10 
particular call, the record containing information gath- 
ered from a caller and the record-keeping system; (5) 
a telephone switching device and (6) a plurality of tel- 
ephone instruments coupled to the telephone sys- 
tem. The system further comprises means for cross- 15 
referencing single records to one another to thereby 
create a meta-record. 

The foregoing has outlined rather broadly the fea- 
tures and technical advantages of the present inven- 
tion so the detailed description of the invention that 20 
follows may be better understood. Additional features 
and advantages of the invention will be described 
hereinafter that form the subject of the claims of the 
invention. Those skilled in the art should appreciate 
that the conception and the specific embodiment dis- 25 
closed may be readily utilized as a basis for modify- 
ing or designing other structures for carrying out the 
same purposes of the present invention. Those skil- 
led in the art should also realize that such equivalent 
constructions do not depart from the spirit and scope 30 
of the invention as set forth in the appended claims. 

BRIEF DESCRIPTION OF THE DRAWINGS 

For a more complete understanding of the pres- 35 
ent invention and the advantages thereof, reference 
is now made to the following drawings, taken in con- 
junction with the accompanying description, in which: 

FIGURE 1 is a block diagram of a typical prior art 

PBX system having various special function sys- 40 

terns attached thereto; 

FIGURE 2 is a block diagram of the integrated 
system of the present invention; and 
FIGURE 3 is a more detailed block diagram of the 
integrated system of the present invention. 45 

DETAILED DESCRIPTION OF THE INVENTION 

Turning now to FIGURE 1, illustrated is a block 
diagram of a typical private branch exchange ("PBX") 50 
system having various special function systems at- 
tached thereto. The PBX, designated 100, functions 
as a stand-alone call processor. An automatic call dis- 
tribution ("ACD") system 1 02 is coupled to the PBX by 
data line 104 and control line 106. An audio text sys- 55 
tern 108 is coupled by data line 110 and control line 
1 1 2. A modem pool 1 1 4 is cou pled by data line 1 1 6 and 
a control line 118. A voice mail system 120 is coupled 



by a data line 122 and a control line 124. A voice re- 
sponse unit('VRU") 126 is coupled by a data line 128 
and a control line 130. Afacsimile ("fax") system 132 
is coupled by a data line 1 34. A predictive dialing sys- 
tem 136 is coupled by a data line 138 and a control 
line 140. Finally, the PBX 100 communicates with a 
telephone exchange or central office (not shown) by. 
trunk lines 142 and to telephones 144. 

The data lines 104, 110, 116, 122, 128, 134, 138 
carry data representing voice, text or images to be 
transmitted to the telephone exchange (not shown) or 
the telephones 144, i.e., outside the system. The con- 
trol lines 106, 112, 118, 124, 130, 140 carry informa- 
tion that is used within the system to coordinate the 
activities of the various loosely connected subsys- 
tems. 

It is apparent from FIGURE 1 that whatever infor- 
mation is to be shared between the various systems 
102, 108, 114, 120, 126, 132, 136 has to be routed 
through the PBX 100 via the respective control lines 
106, 112, 118, 124, 130, 140. The PBX 100 dictates 
the protocol to be used in sharing the information and 
thereby severely restricts the nature and the speed 
of data interchange. This is a primary disadvantage of 
such prior art systems and gives rise to the many 
problems outlined previously. 

Turning now to FIGURE 2, illustrated is a block 
diagram of the integrated system of the present inven- 
tion, shown is a single functional block, referenced by 
its two main portions: an integrated system 200 and 
a call processor 210. The integrated system 200 is re- 
sponsible for providing all of the functions provided 
for in the prior art system by the various system that 
attached to the PBX. The systems are fully integrated 
in that they share computer hardware and software 
wherever possible in a manner that will be apparent 
to those skilled in the relevant art once the possibility 
of combining the systems is disclosed. The call proc- 
essor 210 is responsible for performing switching 
tasks performed by the PBX 100 of FIGURE 1. The 
call processor 210, however, is not responsible for 
passing control signals between the various func- 
tions that have now been integrated into the system 
200 because the system 200 maintains its own inter- 
nal control. As in the prior art system of FIGURE 1 , the 
system of FIGURE 2 is coupled to telephones 240 via 
a line or lines 242. The system can also be coupled 
to an external database 220 for data interchange 
therewith. 

Turning now to FIGURE 3, illustrated is a more 
detailed block diagram of the integrated system of the 
present invention, shown is a general purpose hard- 
ware and software processing system 300. The sys- 
tem 300 is coupled to subsystems that have been tail- 
ored to handle the general categories of tasks per- 
formed by the system as a whole: voice, text and im- 
age processing. Further, the system is configurable 
as a mail system, an interactive system or a bulletin 
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system, depending upon the application environment 
to be accommodated. Accordingly a data subsystem 
310 is shown having disk-based data storage 312 and 
other data storage 314 coupled thereto. The disk- 
based and other storage 312, 314 allow the subsys- s 
tern 310 to store and recall data representing voice, 
text and/or visual images to thereby allow the system 
as a whole to communicate in any one of these modes 
with callers using the system. The data subsystem 
310 is also shown as coupled to a an optional external 10 
database 220. This database allows the system of the 
present invention to communicate with an external 
system containing a database. For instance, in a 
bank, the system of the present invention may be 
called upon to communicate with the bank's main is 
computer system, on which is stored customers's ac- 
count balances and the like, to thereby allow the sys- 
tem of the present invention to query and retrieve se- 
lected information from the main computer system. 
This selected information could be caller-specific, 20 
such as the caller's account balance, in the case of 
operation of a mail system. This selected information 
could also be caller-selected public information, deliv- 
ered via an interactive system. Finally, this selected 
information could be delivered to a caller in a prede- 25 
termined manner, as in the context of a bulletin sys- 
tem. 

Finally, a call processing subsystem 210 has a 
trunk line 230 to a telephone exchange (not shown) 
and telephones 240, coupled via a line or lines 242, 30 
just as in FIGURE 2. It is apparent from the architec- 
ture presented in FIGURE 3 that the system shown 
has the capacity to allow the various component sub- 
systems therein to cooperate to an extent unattain- 
able in the prior art architecture of FIGURE 1 . 35 

A principal advantage and point of novelty of the 
present invention is that the architecture allows a sin- 
gle record to be created, stored, updated and referred 
to during the course of a single call session. In con- 
trast to the example presented in the separate prior 40 
art systems previously described, the architecture of 
the present system allows a record to be created that 
contains the information given the system while the 
person is dealing with the ACD system. As the person 
exits the ACD queue and enters the voice mail sys- 45 
tern, his record "follows along," thereby avoiding the 
need for the voice mail system to request again the 
information. Extending the example, if the person 
leaves his message with the voice mail system, per- 
haps the message is that the person wishes a fax re- 50 
turning his answer. The voice recognition system can 
interpret the request and the fax system can respond 
with the appropriate response, depending on the na- 
ture of the request All of this interaction is made pos- 
sible by the integration of the system. 55 

Of course, it is not necessary that the record ac- 
tually be moved from the ACD to the voice mail sys- 
tem and to the fax system as the caller moves among 



the systems. The record could simply reside within, 
say, a call-record database and be accessed and up- 
dated by the various systems as they handle the call. 
Such systems for building and maintaining records of 
call progress are not in themselves new. But that a 
single record can "follow" a caller through many dif- 
ferent systems and modes of data communication is 
new. It is the tight integration of the previously sepa- 
rate data-handling systems that allows this unitary 
call-record building and reporting feature. 

One extension of the idea of building a single re- 
cord of a single call, without regard as to how the call 
proceeds through the system of the present invention 
is the idea of a "meta-record." Meta-records are used 
in one embodiment of the present invention. A meta- 
record is essentially a linked list of individual call- 
records, each of which individual call-records pertain- 
ing to an individual call. For instance, assuming an 
outbound, predictive dialing system has been tasked 
with calling a particular person. Perhaps the system 
must make multiple attempts to reach the person, due 
to the person's not being at the number being called 
or on the phone when the system attempts a call. If 
the system employs meta-records, these individual 
failed attempts to reach the person will be linked to- 
gether, along with any subsequent successful calls, 
even though the calls are recorded and stored as sep- 
arate, individual call-records. That the records are 
linked into a single meta-record can yield valuable in- 
formation to the system or its users concerning, for in- 
stance, the availability of a particular person to take 
calls or the history of interaction with a particular per- 
son over a series of calls. 

From the foregoing, it is apparent that the present 
invention is the first to provide an integrated tele- 
phone call session record-keeping system that cre- 
ates and stores a single record containing data gath- 
ered during a single call session and retains the single 
record throughout a duration of the call to thereby 
eliminate a need to gather a particular datum multiple 
times during the particular call. 

The system comprises a common memory for 
storing voice, text or image data and a common proc- 
essor for accessing the common memory to thereby 
provide mail, interactive or bulletin communication 
with a caller via a telephone exchange coupled to the 
processor. The disclosed system is able to replace 
several prior art separate systems, including: auto- 
matic call directing systems, audio text systems, 
voice mail systems, voice response systems, auto- 
matic number identification systems, facsimile and 
other image-based systems and outbound calling 
systems. 

Although the present invention and its advantag- 
es have been described in detail, it should be under- 
stood that various changes, substitutions and altera- 
tions may be made therein without departing from the 
scope of the invention as defined and set forth in the 
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appended claims. 



Claims 



1. An integrated telephone call session record- 
keeping system, comprising: 

means for creating a single record contain- 
ing data gathered during a single call session; 
and 

means for storing data pertaining to said 
single call session in said single record through- 
out a duration of said call, said data gathered 
from a plurality of functional partitions within said 
system to thereby eliminate a need to gather a 
particular datum multiple times during said single 
call; and 

wherein said record contains information 
gathered from a caller; and 

wherein said record contains information 
gathered from said functional partitions. 

2. The system as recited in Claim 1 further compris- 
ing a common memory for storing data selected 
from the group consisting of: voice, text and im- 
age data. 

3. The system as recited in Claim 2 further compris- 
ing a common processor for accessing said com- 

. mon memory to thereby provide communication 
with a caller via a telephone exchange coupled to 
said processor. 

4. An integrated telephone call session record- 
keeping system, comprising: 

means for gathering data pertaining to a 
particular call from multiple functional partitions 
within said system; 

means for creating a single record contain- 
ing said data; and 

means for retaining said single record 
throughout a duration of said call to thereby elim- 
inate a need to gather a particular datum multiple 
times.during said particular call. 

5. The system as recited in Claim 4 further compris- 
ing means for cross-referencing single records to 
one another to thereby create a meta-record. 
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common memory to thereby provide communica- 
tion with a caller via a telephone exchange cou- 
pled to said processor; and 

wherein said record contains information 
gathered from a caller, and 

wherein said record contains information 
gathered from multiple functional partitions with- 
in said system. 

7. . The system as recited in Claim 6 further compris- 
ing means for presenting information to a caller in 
a manner determined by said caller. 

8. The system as recited in Claim 6 further compris- 
ing means for presenting information to caller in 
a predetermined manner. 

9. An integrated telephone system, comprising: 

a common memory for storing data select- 
ed from the group consisting of: voice, text and 
image data; 

a common processor for accessing said 
common memory to thereby provide communica- 
tion with a caller via a telephone exchange cou- 
pled to said processor in a system mode selected 
from the group consisting of: mail, interactive and 
bulletin; 

means for creating and storing a single re- 
cord containing data gathered during a single call 
session; 

means for retaining said single record 
throughout a duration of said call to thereby elim- 
inate a need to gather a particular datum multiple 
times during said particular call, said record con- 
taining information gathered from a caller and 
said record-keeping system; 

a telephone switching device; and 
a plurality of telephone instruments cou- 
pled to said telephone system. 

10. The system as recited in Claim 9 further compris- 
ing means for cross-referencing single records to 
one another to thereby create a meta-record. 



6. An integrated telephone call processing system, so 
comprising: 

a common memory for storing data select- 
ed from the group consisting of: voice, text and 
image data; 

means for creating and storing in said 55 
common memory a single record containing data 
gathered during a single call session; and 

a common processor for accessing said 
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